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PURPOSE:  To describe the Patient Grievance Committee (PGC) and procedures used to evaluate
allegations of patient right violations.

POLICY: The PGC will be utilized when resolution to a patient’s grievance is not resolved at a less
formal level.

PROCEDURE:
|. The PGC is responsible for reviewing and responding to patient grievances, recommending action within
the context of the program policies, enforcing time frames and oversight of the Patient Grievance
Procedure.

A. The PGC is comprised of two management staff, one other staff, two patient representatives,
(peer leaders) and chaired by the Clinical Supervisor (In the event that the grievance is against
the Chair Person, the Chair Person will recluse themselves and the order following will be the
Chair Person for reviewing patient grievances: PIURM, Mental Health Supervisor, Personnel
Specialist).

B. All grievances will be reviewed by the Administrator and the Performance Improvement
Utilization Review Manager and documentation of those reviews will be kept with the original
grievance form

. All efforts to resolve the issue informally between the patient and staff should be exhausted prior to a
formal written grievance being initiated.

A. If resolution at the informal level is not accomplished, a Patient Grievance Form should be
completed and presented to the Chair of the PGC; grievance forms May be obtained from
any staff.

B. The Chair of the PGC will review the grievance and within five working days attempt to resolve
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the issue informally.

C. If# 2is unsuccessful, within five working days, the PGC Chair will call the full PGC to review
the grievance and render a written recommendation on the grievance with copies to the
complainant and Administrator.

D. If the complaint is not satisfied with the response of the PGC, an appeal may be submitted to
the PGC within ten working days.

E. Following receipt of the written response, the Chair of the PGC will appoint a Grievance
Investigator who has skills and knowledge relevant to grievance investigations. The appointee
will conduct and investigation into the matter and render a written report of findings and
recommendations to the PGC and the Administrator within ten working days of receiving the
assignment.

F. The PGC will render a written decision based on the investigation recommendations with
copies to the complainant and the Administrator.

G. If the complainant is not satisfied with the investigative decision, they may make an

Administrative Appeal to the Administrator of MCDC and request a hearing. See Patient
Grievance procedure.
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